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The aim of this study is to have a better understanding of the effects of service quality, which 
will lead to patient satisfaction and behavioural intention in order to build long-term 
relationships with their patients. An-Nur Specialist Hospital (ASH) has been in operation for 
the past nine years. The ASH establishment is a private specialist hospital in the local area of 
Bandar Baru Bangi, Selangor. The business has been well established and has recorded 
positive monthly growth since its inception. The high demand in hospital services, lately, has 
obligated the ASH management to transform their business and enhance the quality of their 
health services to meet the growing demand. 
 
Healthcare delivery system in developing countries calls for an efficient management to 
increase the effectiveness of healthcare systems. Hence, there is a need to review the current 
business model with the intent of transforming ASH service quality in order to ensure 
competitiveness among other operators. This case study will assess the current health services 
delivery practices at ASH and provide recommendations to improve the quality of health 
services. 
 





Considering the latest financial statements of the An-Nur Hospital, the administration has 
realized that, though, their organisation’s overall performance is reasonably good, they would 
need to transform their strategy to cope with the increase in business due to the latest 
Malaysian government health policies. Malaysian government plans to shift the health care 
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burden to the private sector; health care providers, particularly hospitals, on the one hand, 
will have to position themselves to provide ‘Quality’ health services to a wider population 
and on the other to satisfy the customer demands who have developed high expectations. An-
Nur Specialist Hospital has been operating their business for the past nine years established 
as a private specialist hospital in the local area of Bandar Baru Bangi, Selangor; the business 
since its start has recorded a positive growth. The high demand lately due to policy changes 
has brought in a challenge and opportunity to the management to transform and strengthen 
their business strategy especially in their service quality. Health care is one of the fastest 
growing sectors in the service economy (Andaleeb, 2001). 
 
 
An-Nur Specialist Hospital - Company Background  
 
An-Nur Specialist Hospital began operations in 2005 and was fully commissioned in 
February 2006. It is fully owned by Medical Interest Group (MIG) Sdn Bhd. The hospital is 
strategically located in Section 9, Bandar Baru Bangi and in the vicinity of Putrajaya, 
Serdang, Kajang and Semenyih; a well-established fastest growing residential area in the 
Klang Valley. The company has been operating since September 2005 with authorized capital 
of RM 5 Million and paid-up capital of RM 2 Million. The company is owned by the majority 
shareholders namely Crossworld Consulting Sdn Bhd. As a fully accredited hospital, An-Nur 
Specialist Hospital is designed to make quality healthcare accessible to everyone. The 
company offers a multi-disciplinary care, equipped with 29 in-patient beds, qualified 
consultants and medical technologies. 
 
 
Identifying the Issue  
 
This case study aims to examine the transformational strategies of An-Nur Specialist Hospital 
by resolving its strategic challenges and leveraging its strategic advantages. Although, health 
care has not been a large component of Malaysia’s budgetary expenditure, nevertheless, 
following a global trend, the government is attempting to shift the burden of health care to the 
private sector, thereby decreasing its expenditure. Several private hospitals have been 
established, mainly in the Klang Valley region (including the Federal Territory of Kuala 
Lumpur) and in other areas in the neighbouring state of Selangor (comprising of Petaling 
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Jaya, Subang Jaya, and Shah Alam), as well as in the major cities and towns of Malaysia. 
With the economy improving, the public’s expectation of health and medical services has 
changed; they demand better quality services. Consequently, the government’s aim has been 
to modernize hospitals and clinics in order to ensure that they offer quality services. 
 
 
Methods of Data Collection 
 
Primary Data will be collected during several visitations to An-Nur Specialist Hospital at 
Bandar Baru Bangi, Selangor through interviews with the key representatives of the 
company. At the same time, interview will also be held with some of the key employees of 
the company in order to gather relevant information. Data so collected will be to assess 
against the principles of quality management and used to: critically appraise the 
organisational, communicational and teamwork requirements; analyse strategic issues; 
evaluate the key aspects of the service quality improvement; and provide recommendations to 
improve the service quality of health care. Secondary data will be sourced from the company 




Discussion and Analysis 
 
Though AN-NUR hospital is a well-established business, performing adequately in the 
present circumstances, it does not find itself prepared for the influx of additional business due 
to Malaysian government policies. To start with, SWOT analysis is to be done to evaluate the 
present position of the An-Nur’s business performance; particularly quality of service being 
provided. In order to improve the ‘Service Quality’ the nine service quality management 
principles need to be explored and evaluated for adoption to achieve the ‘key benefits’ that 
consequently accrue.  
 
Healthcare delivery system in developing countries calls for an efficient management to 
increase the effectiveness of healthcare systems. The number of private centers providing 
health care services in Malaysia has been growing, and the private sector health care services 
market has turned out to be a competitive environment. Some hospitals have responded to 
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competitive pressures by finding ways to lower costs, improve quality, and compete more 
efficiently. Hospital-specific management practices are strongly related to a hospital’s quality 
of patient care and productivity outcomes; quality can be considered as one of the most 
important aspects as well as important strategy to create the competitive advantage (Arun, 
Manjunath, & Chethan, 2012). 
 
Dorgan et al., (2014) suggest that there is a strong relationship between a number of factors 
and effective management practices. In particular: Competition helps improve managerial 
standards. Hospitals with clinically qualified managers are associated with much better 
management scores. Higher-scoring hospitals give managers higher levels of autonomy than 
lower-performing hospitals. 
 
In a complex health care system striving for efficiency, some busy health professionals may 
tend to treat patient conditions only on the basis of symptoms and scientific evidence. 
Scientific analysis and treatment is a foundation of modern health care, no doubt, but it may 
lead to a reduced consideration of the patient as a person. The patient-centred approach 
powerfully demonstrates that fully involving the individual patient as a person at all stages 
with unique needs, concerns and preferences will lead to more efficacious and satisfying 
outcomes (ACSQHC, 2011). 
 
Health organizations, such as private hospitals, eager to improve quality of their health 
services should adopt patient centred health care approach.   
 
The peer competitions have made the hospitals to provide superior services in order to retain 
in the competitive environment. Hospitals provide the various types of services but with 
different quality; therefore quality can be considered as one of the important strategy to create 
the competitive advantage (Arun, Manjunath, & Chethan, 2012). Hence, there is a need to 
review the current business model with the intent of transforming An-Nur Specialist Hospital 
service quality in order to ensure competitiveness among other operators. Improving the 
quality of medical care services has become a primary concern for patients; in order to 
provide better service to patients, service quality has become increasingly important for 
hospitals in respect of satisfying and retaining patients (Alhashem, Alquraini, & Chowdhury, 
2011).  
 
Institute for Management and Business Research (IMBRe) 






A patient-centred approach makes health care safer and of higher quality. It provides 
demonstrable personal, clinical and organisational benefits. It also satisfies an ethical 
imperative – involving patients in their own care and in the planning and governance of the 
health system is the right thing to do. The patient-centred approach to health care treats each 
person respectfully as an individual human being and not as a condition to be treated. It 
involves not just the patient, but families, carers and other supporters. It is concerned about 
the patient’s comfort and surroundings as well as their beliefs and values (ACSQHC, 2011). 
This study will enable hospitals to have a better understanding of the effects of service 
quality, which will lead to patient satisfaction and behavioral intention in order to build long-
term relationships with their patients. It is also established that hospitals with clinically 
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